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ABSTRACT

Service delivery in the public sector is a cenigalie towards results measurement as well as
facilitating the development agenda of a countrgorPservice delivery often leads to
citizenry dissatisfaction with the governance pseses and denies crucial services to the most
need population. Citizenry dissatisfaction in ollen@ay lead to civil strife as the populace
seek other alternatives of acquiring those imparnpaublic goods. To mitigate this situation,
the study therefore sought to investigate the factofluencing implementation of RRA
focussing on the Immigration services departmerdanya. The research sought to explore
various factors that influence implementation ofARRith the objective of determining how
ICT infrastructure influences implementation of ichpesults approach at the department of
immigrations services in Kenya; how transformate@dership influences implementation of
rapid results approach at the department of imrtiggra services in Kenya; how human
resource management influences implementationpé neesults approach at the department
of immigrations services in Kenya and examining homganizational culture influences
implementation of rapid results approach at the ébpent of Immigration Services in
Kenya. This study employed a descriptive survegassh design since the researcher sought
to collect data from respondents from the Departrmé&immigration Services. The data was
used to bring out key features of rapid resultsr@ggh at the Department of Immigration
Services in Kenya. Descriptive survey ensured itifarmation deduced from the collected
data is used to describe the existing phenomenomugh convenience samplitige target
population for this study was 40 respondents ctingi®f seven senior directors assistant, 13
mid-level managers and 20 operations officers. Quasires used to collect data from the
targeted managers and staff. The questionnairédumdections and consisted of open-ended
and closed ended questions. All questionnaires waleeeked for data quality before data was
analysed. It further involved editing of data whiehsured that the collected raw data was
free from errors and omissions and where detectuections were made. Data separation
involved arranging data in groups or classes onbtmas of similarities. Tabulation of the
data was made using the frequency distributionetabhd descriptive statistics was used to
analyse data. Frequencies, percentages and meae, used to analyse data from the
questionnaires. The study noted a high influenckCdfinfrastructure on the implementation
of RRA with 100% respondents indicating existendevarious ICT platforms in the
Department towards service delivery. In relatiotganizational culture the study noted that
all staff had feedback sessions relating to rapgllts delivery as well regular knowledge
sharing opportunities represented by 78% of thpardents This is also the case in relation
to goal orientation as well as setting with 72%lwf respondents having acknowledged being
involved in these critical processes related t@nizational culture The research study found
that ICT infrastructure, transformative leadershipman resources management policies as
well as organizational culture influence the impésration of rapid results approach.
Transformative leadership as well as human resoma@eagement have higher percentages
of negative influence towards implementation ofidagesults approach in this study. The
four independent variables reveal a high influencethe dependent variable as well as
exhibiting a relationship between them. The redeatady proposes a thorough need to look
at the human resource management policy withinDiapartment and government to create
room for an avenue for individual goal developmetich is shared between the staff and
their supervisors. The study recommended an assessofi areas that would promote
motivation among managers at the Department of bration Services. Further it
recommended having a clear process of rapid rega#t orientation at all levels within the
department of immigrations and within the differehisters of managers operationalizing
these goals.

Xi



CHAPTER ONE

INTRODUCTION

1.1 Background of the Study

In the history of development governments all otlex world are in a constant race of
meeting the development demands of their citiz&hsre have been some concerted efforts
by the Kenyan government to improve the deliverysefvices to the public. As further
denoted by (Obong’'o, 2004) these attempts come anows forms and coordinative
mechanisms among various Ministries, Departments Agencies (M.D.As). This way
delivery of public services is governed by varidastors which are tied on the capacity of
public institutions and their systems, resourcecaltion, financial management, levels of
accountability and the various regulatory measurgslace to ensure free flow of services,

(Obong’o, 2004).

In the past decade, the Kenyan government has @tiento improve the delivery of services
to its citizens through a number of avenues. Thaskide the strengthening of Public

Oversight Authorities for instance in the procuretsector (PPOA), increasing the levels of
accountability and increasing the pace of serviebvery. The government has further

continued to increase the knowledge of citizenshenvarious services available and raising
the levels of awareness through such campaign$ladu(ma Bora; Haki Yako)strategic

planning across public service.

Other strategies in this line include, performamoatracting, results for Kenya (geared
towards improved efficiency and effectiveness irvise delivery across the entire public
service through 100 days rapid results initiati@eyl merit based recruitment and promotion

within the public sector and discipline in funddization, (Obong’o, 2004)



Key objectives of public service reforms includesating a smaller, affordable and effective
public service, ensuring greater transparency & tise of public resources; ensuring
competence and motivation among the public senwicekforce; enhancing integrity in the
public service; strengthening the institutional dghl basis for fighting corruption; creating
more productive service that concentrates publarfces and human resources on the
delivery of core government services and creatiigpfe sector confidence in public policy
and economic management, (Obong’o, 2004). Resudtsed® Management (RBM) was
introduced in 2004 out of the need to improve serdelivery and demonstrate reform gains
from the implementation of the Economic Recoversategy, (Obong’o, 2004). The main
elements of Results Based Management frameworkidaca culture of focusing on results
rather than process. Rapid Results Approach (RRAxra RBM tool was therefore both

enriched and enhanced.

Like other management concepts its applicationh@ public sector necessitated slight
modifications from its original concept, the bagidnciple of results focus has however
remained. RRA is a results-focused learning proeés®d at jump starting major change
efforts and enhancing implementation capacityadktes large-scale medium and long term
change efforts through a series of small-scaleyltesproducing and momentum-building
initiatives. In 2003 the Kenyan Government devetbpad launched the Economic Recovery
Strategy for Wealth and Employment Creation, asblbe print for setting the country back
on the growth path after year of economic stagnafidsion 2030 Secretariat) .The strategy
was a shift from previous planning documents tlatght to reduce poverty, instead of

creating wealth and employment.

In early 2007, the Government started developingw strategic long-term plan to take over
from the ERS (Vision 2030 Secretariat). In June&QBe Government launched the Kenya

Vision 2030 as the new long-term development blumegor the country. The vision of this



strategy is transforming the country into the glhbaompetitive and prosperous country
with a high quality of life by 2030. The vision 2D3s a national long-term development
blue-print to create a globally competitive andgperous nation with a high quality of life by
2030 that aims to transform Kenya into a newly Btdalizing, middle-income country
providing a high quality of life to all its citizernby 2030 in a clean and secure environment.

The vision is anchored on three key pillars; ecoepsocial and political governance.

1.1.1 Immigrations Department

The control of entry and residence of foreignerto ithis country dates back to the
introduction of what was called the Immigration Rietion Ordinance of 1906. This
Ordinance restricted the influx of foreigners espéc Indians, coming to the then Kenya
colony and Protectorate upon completion of the Kenyganda Railway (KUR).These
foreigners known as 'Coolies' from the sub-contirméindia had decided to remain in Kenya
to start businesses and became known a@askawalas Retrieved from

(http://www.immigration.go.ke).

This Ordinance and others in 1940, 1944, 1948 &%b Imposed restrictions on persons
who wished to travel to Kenya for permanent setlemThe Immigration Ordinance of'1
August 1948 formed the basis of the present dayigmation Department, which was curved
from the Police Department in 1950. The Immigratiorinances were revised in 1962 and
1964, when the latter was renamed the Immigratioh Ahe Immigration Act of 1964 was
revised and a new Immigration Act of 1967. Cap. Ld@&s of Kenya, the current operational
Act of the Department, came into force on 1st D67.After a lengthy period of national
consultation; a new constitution was formulate®@10.Citizenship issues were among the
key issues that informed the constitutional charidpon the promulgation of the new

constitution in August 2010, two Acts relating tmrhigration Services were passed in



Parliament which are the; The Kenya Citizens anceiga Nationals Management Service
Act, 2011 and Kenya Citizenship and Immigration ,Actretrieved from

(http://www.immigration.go.ke).

Immigration Services and processes are currentherped by the two Acts passed by
Parliament in 2011. At independence, the Departmes placed in the Ministry of Home
Affairs and was later transferred to the Office tbé President (OP), then Ministry of
Constitutional Affairs in the early eighties antklaback to the Office of the President. In the
year 2003, the department was moved to the Ministijome Affairs. In the year 2005, the
Department reverted to OP and was placed in the NBmistry of Immigration and
Registration of Persons. It was later moved toQffece of the Vice President under the same

Ministry, retrieved from (http://www.immigration.gke).

Its functions include; control and regulate entrydaexit of all persons at our airports,
seaports and land border posts, control and reguésidency through issuance and renewal
of permits/passes and permanent residence as ptbtad the citizenship and Immigration
Act 2011, consider and grant Kenya citizenship talifled foreigners under the Kenya
Constitution and the Citizenship Act Issuance dferisas provided for under the Kenya
visa regulations, to register all non-citizens dest in Kenya under the Aliens Restriction
Act and others, declaration and removal of prokitbitmmigrants, to offer quasi-Consular
functions on behalf of a number of commonwealthntoes who are not represented in
Kenya and who have requested the Kenya governraatt 0, provide consular services to
our nationals and foreigners at the missions abrimagstigate and prosecute persons who
contravene the Immigration law as and regulatiod smenforce the Citizenship Act, the
Immigration Act, the Aliens Restriction Act and thasa regulations, Retrieved from

http://www.immigration.go.ke. The institution to b&ssessed through this study is the



immigrations department. This department has higgractions with the public both Kenyan
and non-Kenyan citizens and is a key service peyvid the public sector in Kenya with a
large volume of direct interactions between theeits and public officers whom are both

central to this study.

1.2 Statement of the Problem

While the study takes note of the various initietiwundertaken to improve service delivery in
the country, this study is more concerned with Repid Results Approach. The Rapid
Results Approach came as a result of Results Bisethgement which was introduced in
2004 under the Results for Kenya Initiative, (Obon@004). This was out of the need to
improve service delivery and demonstrate reforrmg&iom the implementation of the ERS.
The main elements of Results Based Management Warkenclude a culture of focusing
on results rather than process. RRA is hence aofomsults based management. Hence the
study focussed more on the contributions of thesRiRIthe public sector service delivery,

(Obong’o, 2004).

This department has high interactions with the jgubbth Kenyan and non-Kenyan citizens
and is a key service provider in the public se@toKenya with a large volume of direct
interactions between the citizens and public oficehom are both central to this study.
However there is obvious a big gap between theesyst procedures and practices set to
improve delivery of services to the public in Kergrad the actual delivery of key services
within the public sector. This information is gealgyr available in the mainstream media,
interactions within the general citizenry in Kerglad most importantly from complaints on
cases of poor services accorded to the public wadgkking services from this department.
Some if the challenges faced include delays in ggsing of passports and the tedious
processes while renewing driving licenses. Of ingoore is adherence and lack of thereof to

key elements of Rapid Results Approach as a pimdipthe management as stipulated in



key government ministries, departments and agenam$ this is what this research

interrogated.

1.3 Purpose of the Study

The purpose of this study was to establish fadgtdhgencing implementation of RRA in the

Department of Immigration Services in Kenya. .

1.4 Objectives of the Study

The study was guided by the following objectives;

1. To determine how ICT infrastructure influences lempentation of rapid results
approach at the Department of Immigrations Seniit&enya

2. To assess how transformative leadership influerioggdementation of rapid
results approach at the Department of Immigrati®esices in Kenya.

3. To establish how human resource management infgeingplementation of rapid
results approach at the Department of Immigratieices in Kenya

4. To examine how organizational culture influenceplamentation of rapid results

approach at the Department of Immigration Servicdéenya.

1.5 Research Questions

The study sought to answer the following reseatsstjons;

1. How does ICT infrastructure influence the implenagioin success of rapid results
approach at the Department of Immigrations Seniic&enya?

2. How does transformative leadership influence thel@mentation success of rapid
results approach at the Department of Immigratleewvices in Kenya?

3. How does human resource management influence tpkenmentation success of

rapid results approach at the Department of Imrtimna services in Kenya?



4. How does organizational culture influence the impatation success of rapid

results approach at the Department of Immigratleewices in Kenya?

1.6 Significance of the Study

The study reveals factors that influence implemgonaof rapid results approach at the
Department of Immigration Services in Kenya. Thelg will benefit government agencies
in the process of implementing similar RRA initi&s. It will further benefit other policy

makers with an interest in public sector servicdivdey as well as other researchers
interested in related topic to factors influencitige implementation of Rapid Results

Approaches.

1.7 Limitations of the study
The study relied heavily on the general views gwx@ssed by various targeted respondents

through interviews as well as the questionnairgdieg in the study. The study therefore is
subject to the same validity issues often facedumslitative studies. The responds are further
faced with bureaucratic and protocol challengeswlmald end up limiting the study. Being a
study targeting some senior government officiasetschedule is expected to be a challenge
as they may not honour the interview schedules. Sthdy therefore predicts time at the
preparation phase before the administration of tipmsaires and interviews as well as
seeking the relevant protocol permits from the aisiiator of the Department of

Immigration Services in Kenya.

1.8 Delimitations of the study

The study was carried out at the department of grnations services in Kenya. The study
assessed the factors influencing implementatiorapid results approach at the Department
of Immigration Services in Kenya. The study furthesed the official responsible for the

implementation of rapid results approach to pgréite voluntarily and the researcher was the



enumerator who will attain the required informatidime department for services is based in
Nairobi hence enabling the researcher to acquiee rilevant interviews as well as

administration of questionnaires..

1.9 Basic Assumptions of the Study

The study was based on the assumption that mgsindents will be available to give the

required information.

1.10 Definitions of Significant terms used in thetady.

Human Resource Management is the set of individwals make up the workforce of an

organization, business sector, or economy.
Information Communication and Technology (ICTis an umbrella term that includes

communication device or application, encompassiraglio,
television, cellular phones, computer and netwoskdivare
and software, satellite systems). ICT Infrastruetaffers a
range of technologies to assist organisations inning
efficiently. These services are essential to trexyalay running
of an organisation and integral to effective sexvielivery.
These include hardware, software, networking and

implementation.
Implementation of RRA: refers to how a resultlisaoned or an end is achieved through
application of certain pre-determined activities.
Transformative Leadership: is a process of soofélénce in which one person can enlist

the aid and support of others in the accomplishroéatcertain

purpose. Transformative leadership enhances theévamion,



morale, and performance of followers through a etstriof
mechanisms. These include connecting the folloveatse of
identity and self to the organization and the aiile identity
of the organization; being a role model for followethat
inspires them and makes them interested; challgrfgifowers
to take greater ownership for their work, and ustierding the
strengths and weaknesses of followers, so the dezdealign

followers with tasks that enhance their

Organizational Culture: is the behaviour of humahse are part of an organization and

the meanings that the people attach to their axtion

Rapid Results Approach: is a results-focused legrprocess aimed at jump-starting

major change efforts and enhancing implementatapacity.

1.11 Organization of the study

Chapter One represents the background of the sttdijement of the problem, research
guestions, objectives of the study, significancéhefstudy, and limitation of the study, scope
of the study, delimitation of the study, definitiohthe significant terms as used in the study
and organization of the study. Chapter Two reviditesature related to factors influencing

implementation of RRAs including, transformativadership, infrastructure, organizational
culture, and human resource which formed the cérthis chapter. The study conceptual

framework and summary of literature reviewed as®e g@lart of this chapter.

Chapter Three discusses studies on research méiggdehich included; research design,
target population, sampling procedures, Data cidiec procedures, Data collection

instruments, reliability and validity of instrument data analysis and table of



operationalization of variables. Chapter Four gigesletailed analysis, interpretation and
discussion of study findings relating to factorattinfluence implementation of RRA. These
factors include transformative leadership, infrasture, organizational culture, and human
resource. Chapter Five gives a review of the whtlely, summary of research findings,

discussions, conclusion and recommendations.
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CHAPTER TWO
LITERATURE REVIEW

2.1 Introduction

This chapter reviews various literature on influeind technology, leadership, organizational
culture and human resource on the implementatiamcess of rapid results approach,

conceptual framework and a summary of the liteeataview.

2.2 Concept of RRA in Kenya

RRA is defined as a results-focused learning pme@sned at jump-starting major change
efforts and enhancing implementation capacityadktes large-scale medium and long term
change efforts through a series of small-scalajlteeproducing and momentum-building
initiatives. The approach provides a structuredhmgsology for building and practicing RBM
that is required for implementation of the ERS, @ipm (2004). The initiatives are structured
in 100-day cycles from agreeing on goals to achgwuesults, with each goal directly

connected to one or more of the overall objectofethe development effort.

RRA achieves systematic change through a seriesmal-scale, results producing and
momentum-building initiatives implemented withiret00 days or less. In doing so, it helps
leaders to continually adapt and refine their oenaplementation strategy based on what
works and what does not work on the ground. Theiipeggoal to be achieved within the

100-days is, therefore, what is commonly refercedd 100-day RRI. This starts by focusing
on a few results, challenges team to achieve 1QORkesults goals, create temporary
governance and support structure, reinforce basicagement skills and finally manage the

scale-up beyond the first 100 days, (Obong’o, 2004)

RRI was first piloted in Kenya in 2004. The adapfednat of RRI being in Kenya was

developed by Robert H. Schaffer & Associates basédnerica and has been used in several
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countries some in Africa and South America. In @alrapproach, it is further premised on
harnessing team strength and involving all stalagrsl to speed up large scale delivery of
services within a particular period; intermediptriod of time (100 days), retrieved from

Obongo, 2004. The key principles of RRIs include ffersistence of change in the civil
society, Information, education and communicatiBapid Results Initiatives taps into the
human desire to succeed by creating real empowernmeotivation and innovation in

working towards results. It strengthens accountgbdnd commitment for Results and

unleashes and enhances implementation capacitglds teams set challenging or stretching
yet achievable, sharply defined, measurable antl&igoals, using existing resources and
capacities. This results into collaboration amoegn members, experimentation and

discovery of new ideas.

A rapid results goal must therefore in its defomntihave the following attributes; action,
impact variable, scope, measurement, time fram&FJ. Rapid results therefore creates a
sense of urgency, personal challenges clearly eefsuccess and raises stakes and visibility
for success or failure and therefore create a sefhsexcitement. It enables people to

collaborate in creativity.

2.3 ICT Infrastructure on Implementation of RRA

Information is the essential bridge between theegoars and the governed, furnishing the
links that deepen reciprocity, responsibility, aedponsiveness. As the translation of fiscal
resources into social outcomes, service deliventhes ultimate stage on the planning
implementation continuum. The manner in which théligc gets information about services
and service delivery reveals a great deal aboustimeliness of mechanisms of transparency
and accountability. Information is salient in gaagithe public’s ability to learn about
government operations and decisions, and, has kBeen to be essential in pro-poor

development strategies (World Bank, 2003)
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E-government also known as digital government, nenlgovernment, or transformational
government, is defined as the delivery of publioimation and services through the use of
ICTs (Heeks, 2002; Norris, 2004; Seed, 2007; Shainupta, 2003). ICT plays an integral
part of the pace as well as quality of servicewdeyi. Obongo (2004), notes that outdated,
labour intensive, working practices and poor infation delivery has always been a major
feature of the public sector in Kenya. With theraduction of the RRA, this should be
immensely reduced due the fact that RRA demandafasdefficient communication to ensure
timely delivery of services. Indeed Goldstein aratiéh (2008) argue that governments have
no choice than embrace social media in order tecéffely communicate with the citizens

and other stake holders.

Berman (1997) argued that perceived inadequacy ublig information and services is
believed to significantly reduce citizens’ trustgovernment and their participation in the
public policy process. In general delivering thequieed service to the customer is
challenging. In general perception of customersceamng a market offering is built on the
ability of the service provider to attractively aamce their targeted customers. Rust and
Chung (2006), state that customer-information gatgehas a greater potential link with
meeting customers’ needs better. More so, satgfydnstomers’ needs are based on
customers’ purpose and customer-oriented servitasnelled to their various needs in order

to solve particular problems of the customers.

ICT in most cases is geared towards customer getiish and loyalty as organizations can
communicate with customers using up-to-date teclesgon a real time basis which will
remove uncertainty and will lead to the creationtrokt. The created trust will lead to an

enduring desire from the customers to maintainadlieelationships with the organization, as
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trust remains a potential component of insuranands (Ndubisi & Wah, 2005). The
bonding relationships between customers and orghois are hinged on trust which is
aimed at achieving an overall positive outcome, d&nds higher levels of trust and
commitment in turn are attached with higher custoreéention level, and this brings about
increased organizational performance (Botha & Van®urg, 2010). In this relationship it is
therefore imperative for government to embark of li@frastructure to ensure better trust

building through rapid results mechanisms.

Wangari, (2011) notes that Kenya is among govermsndn Sub Saharan Africa
implementing e-governments with the objective ohamting free flow of information,
citizens’ participation in the public policy proses, promoting productivity among the civil
servants, and improving the delivery of public sess. Heeks (2002) argued that e-
government can be viewed from an evolutionary, aatthan revolutionary, perspective
because governments around the world had in mesupad some form of computerization
before the notion for e-government developed. F@rpublic policy perspective, Misra
(2007) identified three phases of evolution, stgrfrom an era characterized by rigidity and
red tape, to a period of new public managementdhgihasizes results, and citizen centred
e-government now being the order of the day. Todaypvernment initiatives are pervasive

and continue to evolve from national to state amwall governments (Misra, 2007).

To further interrogate the role of ICT in the rapidlivery of services in the public sector,
Wangari, (2011) further notes that Kenya’'s e-goment was launched to enhance the
delivery of public information and services to ttigzens, improve citizens’ participation in

the public policy processes, and enhance the mofaj@vernment employees. In addition,

from a public policy perspective, most governmeatsall levels are facing financial
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constraints, budget deficits, and accountabilitpsgamid the economic crisis (Reason
Foundation Report, 2009). Research conducted by SONE (2004) showed that ICTs can
help reinvent government by injecting innovativead in the government institutions and
structures to enhance provision of goods and ssswath greater efficiency, effectiveness,

and lower costs.

2.4 Transformative Leadership on Implementation olRRA

Kotelnikov (2009) and Clawson (2006) maintained tihe role of a transformational leader
is to inspire and create followers who are alsélsalders. Denhardt et al. (2002) described
leadership as a process of directing behaviouyghts and attitudes of others towards the
accomplishment of a common objective. In additieadership position entails visualizing
clearly the mission, making commitment to the noissand to the followers, inspiring trust in
followers to accomplish the mission and assumingpoasibility. In addition, Clawson
(2006) argues that an effective leader should nbt focus on the behavior but should also
value the opportunities to influence people’s timigk their values and their world view.
However as further noted unfortunately, the Kenlgadership is characterized by cronyism
and nepotism, thus, presenting barriers to poljte@nomic, and social development (Klopp

& Kamungi, 2008).

According to the vision 2030 secretariat a transfitive leadership is about inspirational
leadership, leaders who are charismatic, visiomauy transformative. For successful public
service leadership to occur, it requires strategiplication that fuels support for the vision
and strategy by empowering and inspiring others. the same breath, the vision 2030
secretariat observes that the role of the transitwe leadership in Kenya’s public service is

to raise the level of awareness about the impogtaficertain goals or actions; encouraging
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people to rise above self-interest for the goodewdryone; helping people understand the
need for change; causing people to focus on greseds, such as self-actualisation and

Investing in ‘managers’ with a sense of urgency

The vision 2030 secretariat further observes thgtdoals of transformative leadership are to
develop and implement institutional capacity bunfglifor results oriented management
culture; develop a new leadership style that suppihie achievement of the Kenya vision
2030; transform the nature of public service in y@from process oriented to a results based
management culture; grow leaders from an earlyirageder to use them in transforming the
society; systematically harness and manage knowletdgl deliver timely and effective

services for Kenyans.

Indeed the shift to results based management agelyabe attributed to the change of
leadership after the 2002 general election andisleeof the Narc government to power. The
Narc government was largely seen to be driven legrier reforms as well as transformative
leadership. UNDP, (2014) states that between 20@62908, the government decided to
shift the public service towards a results-origatapproach by introducing and facilitating
the development and management of a holistic résidéd management system through the
results for Kenya programme. The aim was to enhgmedormance efficiency in all
government ministries, departments and agenciessdtmeant to reverse the negative image

of the public service.

UNDP, (2012) further elaborates its general obsemaon the effects of rapid results
approach as making a widespread difference andfésing lasting solutions in Kenya’s

public service sector. It provides social changs thvillage, government office or business
will choose and try to accomplish in just 100 dalgsfurther states that the rapid results

approach, launched in more than 38 ministries, |&Z&l authorities and more than 10 State
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corporations, has improved service delivery in salvareas, such as the Ministry of
Immigration and Registration of Persons, the nundiefays it takes to issue a passport in
Nairobi, Kisumu and Mombasa has reduced from 320talays in 100 days. In addition, the
number of uncollected identity cards reducing byp86 cent, from 195,479 to 100,368 in the
eight districts hosting provincial headquartersl®0 days. The UNDP analysis concludes
that in 2013, the Government will establish citizemvice centres as primary service delivery
channels in all the 47 counties. These will be a-stop shop down in the countries where
citizens can obtain their passports, land titledde@entity cards, Kenya Revenue Authority
personal identification numbers and driving licenedgthout having to travel to Nairobi to

get the services. This particular analysis is basethe transformation realised through the
enactment of a new constitution in 2010 which st on transformative governance

mechanisms and places the role of leadership aiethiee stage.

The vision 2030 secretariat further envisages resstcamative leadership as one that leads to
major public service delivery transformation goaislude which revolutionizing public
service office by providing and processing officddcuments online saving on time and
costs; creating a 24/7 user-friendly, convenierdnciel to enable easy access to public
services via mobile phones and providing highly Wwisalgeable, friendly staff in an

ultramodern, high-tech public service facility

2.5 Human Resource Management on Implementation &®RA

Karen Legge (2005) observes that human resourceageaent introduces innovation such
as strategic management and planning of human nesouwitilization and new orientation

such as individualization of employee rewards. Cioinlg human resource practices, all with
a focus on the achievement of organizational gaal$ objectives can have a substantial

effect on the ultimate success of the organizatiRasource based theory implies that
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competitive advantage and the implementation ohgl#és highly dependent upon an
organization's basic inputs, including its humapited (Bierman, Shimizu and Kochhar,
2001). Therefore through this implies that the asmé human resource is integral to the
achievement of rapid results approach which inrretuould lead to the overall achievement
of the organizational goals and targets. As furtieed by (Keen, 1994) individual and team

effort can be devoted to accomplishing the orgdiuna goals

According to HRM guide, (2011) successive governmdrave seen public sector human
resource as either a cost to be managed or a roéadesling with redundancies, but not as a
crucial strategic function. This consequently maad to the risk of failure for the

government's public service reform plans to delilasting improvements because they
under-emphasise people and human resource mandgéssaas. Results are critically

dependent on developing new skills, changing engdhibehaviours and managing the
uncertainty and conflict that can arise as a resliitnan resource is therefore central to the

results based management approach.

According to (Caillods, 2000) putting people firseans treating people as valued customers
rather than as charges, this signifies making gowent officials less remote and more
responsive and also less bureaucratic and moresatts- oriented. Currently in Kenya, the
traditional approach used to managing people ismaphasis on administrative procedures —
evident in large public corporation currently beimgivatized. (Kamoche,2003). This
therefore requires a shift in the way of managingpleyees of the government or state
corporations to ensure that they deliver resulteegsired change begins with leadership of

public service. (Lankeu, 2012)
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According to John E. Delery and D. Harold Doty, 469 in the modern, knowledge based
organization strategic planning is quite clearlyatgtgic human resources planning. They
identify seven general employment practices whidlividually and collectively contribute to
organizational success. These practises includernal career ladder, formal training
systems, results-oriented performance appraisal,plagment security, employee
voice/participation, broadly defined jobs, performoe-based compensation. The general
hypothesis underlying this study is that each pradoes indeed matter and has an ultimate

outcome on the success or failure of the orgamizatiinitiatives.

2.6 Organizational Culture on Implementation of RRA

As noted by the pioneers of rapid results appréataffer and Ashkenas, (2005) the key to
creating widespread, lasting progress begins valttiexing rapid results at the micro-level as
you engineer small victories, your company will Idua solid foundation for future, more
global success. This further implies that the omzgtional orientation towards achieving

results is vital for implementation of any changejgct.

The general will by the top leadership towards enpénting change is prime towards the
achievement of initiatives similar to rapid resulésccording to (Lankeu, 2000), the state
must be in the forefront of implementing change ambothening the path for progress. This
entails pro-active measures to develop enablingcypoframeworks to promote new
technologies, set up performance measurement araluaton systems, overhaul
administrative structures and design adequaterpatt®r the collection of internationally

comparable reliable and accurate data for polickingapurposes.

Pritchard, (1995) has outlined the basic steps @amaging a transition to a new system;

identifying tasks to be done, creating necessanyag@ment structures, developing strategies
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for building commitment, designing mechanisms tomownicate the change and assigning
resources. It is important to remember that chatgea new system is difficult,
comprehensive, long-term process. Leaders will rteethaintain their commitment, keep

process visible, provide necessary support and exigle accountable for results

As further observed by Obongo, (2004) rapid resuitgatives taps into the human desire to
succeed by creating real empowerment, motivatiod movation in working towards
results. It strengthens accountability and commitinfier results and unleashes and enhances
implementation capacity. It helps teams set chgitenor stretching yet achievable, sharply
defined, measurable and visible goals, using exjstesources and capacities. This results
into collaboration among team members, experimemaand discovery of new ideas.
Central to the overall organizational culture i® tteam-working aspect that must exist

towards the achievement of results.

According to Kotter, (1996) establishing a senseugency is crucial to gaining needed
cooperation. With complacency high, transformatiarsuially go nowhere because few
people are even interested in working on the changielem. With urgency low, it’s difficult

to put together a group with enough power and biktyi to guide the effort or to convince

key individuals to spend the time necessary toteremd communicate a change vision.
Obongo, (2004) notes that the turning point of st of the RRI methodology in the
entire public service however came with its lauadd implementation in the entire Office
the President, Ministries and Department in Sep&n2006. It not only gave rapid results
approach, visibility and publicity, it also stampadmark of approval and authority of the

highest office in the land. The subsequent sucoemsfested during the celebration of the
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100- days was therefore just a confirmation thatefifective and efficient results the entire

public services needed to adapt rapid results agpro

Kanter, (1991) alludes that culture is the printigiad overriding determinant of successful
organizational performance. Zucker, (1991) furtlaegued that organizational culture is
notoriously slow if not outright resistant to changChange is not conducive to an
environment of stability; it precipitates more amibre disruption (Conner, 1998) wooing
business leaders to a critical impasse. You cahawé both stability and change; they are

divergent forces.

2.7 Theoretical Framework: Management by Objectiveby P. Drucker (1954)

Management by Objectives was first outlined by Pddeucker (1954). According to

Drucker, managers should avoid 'the activity trggiting so involved in their day to day
activities that they forget their main purpose bjective. This theory relies on the defining of
objectives for each employee and then comparingdinedting their performance against the
objectives which have been set. It aims to increaganizational performance by aligning
goals and subordinate objectives throughout tharoegtion. Ideally, employees get strong
input to identifying their objectives, time linesrfcompletion, Management by Objective

includes on-going tracking and feedback in the @ssdo reach objectives.

Rapid Results Approach has been viewed as onesadvlnues of instilling management by
objective in the public sector. This is seen thiotlge implementation of time bound projects
that otherwise was not the practice in the pastar&@&tteristics of this theory include;
cascading of organizational goals and objectivggcific objectives for each member,

participative decision making, explicit time perj@hd performance evaluation and feedback
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Management by Objectives also introduces the Spedifeasurable, Achievable, Realistic,
Time-bound (SMART), for checking the validity ofethObjectives, SMART stands for;
specific, measurable, achievable, realistic, antetielated. All these aspects of the above
theory are directly related to the Results for Kaerigitiative aiming at efficiency and
effectiveness in service delivery across the emublic service through 100 days rapid
results initiative. This is in regards to strategli@nning approaches across public service, this
focuses on properly thought out goals geared tosvaedults based management based on

superior service delivery to Kenyans.

Similar to Management by Objective, RRA is a stuuetl methodology for the building and
practicing results based projects geared towarglsathievement of short term goals whose
results have an impact on development. The projeader RRIs are hence goal oriented and
time-bound. Further RRIs have these key attributgson, impact variable, scope,
measurement, time frame. This is hence directkelihto the SMART element of MBO. In a
broader sense this theory further links-up with Hieader public sector service delivery
reforms in Kenya focusing on performance contragtend the private-public partnerships.
Merit based recruitment and promotion within théblpusector further supports the quick
delivery of services and more so with managementobjective, discipline in funds

utilization is instilled among the public servants.
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2.8 Conceptual Framework
The study was guided by the following conceptuairfework

Independent Variables

ICT Infrastructur

Type of ICT infrastructure
available

Rate of service deliver

Transformative Leadership

Frequency follow-up on
mission & vision

Level of delegation

Frequency of Departmentdl
meetings at various levels
on RRIs

Human Resource Management

Level of investment on
staff development /training

Moderating Variable

Government Policies

Dependent Variable

Implementation of Rapi
Results

Level Compensation

Frequency and
Performance Appraisal
process

Organizational Culture

Level of urgency to deliver

Desire for change

Structural issues

Communication
structure/channels

Figure 1 : Conceptual Framework
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The conceptual framework indicates factors influegcimplementation of rapid results

approach with a focus on the Department of ImmigraBervices in Kenya. These factors
which include ICT, human resource management, agtonal culture and transformative

leadership are the basis of independent variableide wapid results are the dependent
variable. As indicated in the framework, the indegent variables are also interrelating with
one another for instance transformative leaderaffigcts organizational culture as well as
human resource management. In addition human resougnagement may be influenced by
the use of ICT. The relations between the indepaindariable and the dependent variable is
affected by a moderating variable namely governnpiicies and intervening variable

namely management strategy. In overall the indepetndariables have a direct influence on

the dependent variable.

2.9 Summary of Chapter

Rapid result in public sector service delivery s tependent variable and transformative
leadership, human resource management, organzatigtizre as well as ICT as independent
variables which interrelate towards the rapid rssalpproach. Rapid results is measured
throught the 100-day delivery timelines and is sasma key step towards creating public
confidence on governement service delivery proces3ée use of ICT enable application of
quick meachnisms of delivery of service includimgine application platforms as well as

feedback portals. These are seen to reduce therooae involvement of both government

providers and the recipients of government services

Transformative leadership is seen as a key driweatds achievement of results. Inspiring
teamwork and change processes while driving thrvief change is key for a leader to

wensure change is effected. Rapid results is cardewith the change in pace of service
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delivery hence the need for this transformative dsaét. A leader should create more self-
leaders towards sustainable achievement of reswitgS human resource management is
crucial towards ensuring a sustained drive towaedsilts. Strategic management of human
resources will ensure allocation of vital resouroeskey areas where they are needed and
ultimately lead to better results. Capacity buitdiof human resource is crucial towards
generating better results. Need for appraisal afdmuresource is important towards ensuring

continous improvement of individuals.

Organizational cultural is a critical part that Meuwetermine the success of rapid results
delivery. Organizational culture will determine thense of urgency within the organization ,
create a desire for change or lack thereof asase#insure communication and teamworking.
Organizational culture is therefore important fackoring sustainable rapid results modelin

organizations.

3.0 Study Gap
The study sought to examine the relationship batvike four independendent variables of

ICT infrastructure, human resources managementanizgtional culture as well as
transfromative leadership and how these variablateeto the dependent variable of
implementantation of rapid results approach. Thestfurther assessed how the different
variables related with one another as part ofitfi@mation was not availble in the reviewed

literature.
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CHAPTER THREE
RESEARCH AND METHODOLOGY

3.1 Introduction

This chapter describes the methodology that wasskd to carry out the study. This includes
the research design, target population, sample ae sample selection, data collection
instruments and an explanation of how the instrumerere piloted and checked for both
reliability and validity, data collection procedsredata analysis techniques, ethical
considerations and operationalization table ofaldes.

3.2 Research Design

A research design is the conceptual structure witttiich research is conducted (Kothari,
2007). This study employed a descriptive survegassh design since the researcher sought
to collect data from respondents from the Departnoéimmigration Services. The data is
used to bring out key features of rapid resultsr@ggh at the Department of Immigration
Services in Kenya. Descriptive survey ensured itifarmation deduced from the collected
data is used to describe the existing phenomenbe. major purpose of a descriptive
research is description of the state of affairs nee surveys are concerned with describing,
recording, analysing and interpreting conditionshey exist or existed (Kothari, 2007).

3.3  Target Population

Target population according to (Borg and Gall, 20@3 all the members of a real or
hypothetical set of people, events or objects ticlwhlve wish to generalize the results of
research. The target population for this study d@&sespondents consisting of 1 director, 2
deputy directors, eight senior assistant directassistant 12, Senior Officers and 18

operations officers.

26



Table 3.1 Sample Size

Source: Immigration Department Website, 2014

Top Managers Mid-Level Operations
Target 10 12 18
Total 10 12 18

3.4  Sample Size and Sampling procedure

This study was a census of immigrations departmeariagement consisting of 10 top level
managers 12 middle level managers and 18 operétieval staff working in the
immigrations department of Kenya. Therefore no magie was done at sampling the
departmental leadership team. The design was peefemce the target population was small
and manageable. According to Mugenda and Mugen@a3j2when the target population is
small, taking the whole population would be advisaMorris & Patel (2008) further stated
that when the population size is less than 300rdkearcher can survey the entire population.
In this study, the researcher surveyed the totalifadion of 40.

3.5 Reliability of Instruments

Questionnaires were be used to collect data froenténgeted managers and staff. The
guestionnaire had four sections and consisted ef-@nded and closed ended questions. The

guestionnaire sought to collect data as follows;

Personal background in section one; section sowgta on the influence of ICT
infrastructure on the implementation of rapid resapproach; section three further sought
data on the influence of human resources manageonethie implementation of rapid results

approach; section four further sought data on @rfae of transformative leadership on the
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implementation of rapid results approach and tffileence of organizational culture on the

implementation of rapid results approach.

The questionnaires were the most appropriate teat allowed the researcher to collect
information from diverse perspectives; the findimgmain confidential, saves time and since
they are presented in paper format and there isppmrtunity for bias. Distribution and
collection of the questionnaire was managed byélsearcher and this process took place on
different times. It's permitted issues to be probed rejoinder questions to be added as the

need arises. The data collection was recorded nignua

A pre-test was conducted to check the validity egichbility of the questionnaire and also
check for their ethical appropriateness. The ims&uts were piloted among 8 staff members.
The researcher used the split half method in asgessliability during piloting of the
instrument.

3.5.1 Validity of the Instruments

Mugenda and Mugenda (2003), defines validity as aheuracy and meaningfulness of
inferences, which are based on research resullgdityaindicates the degree to which an

instrument measures what it is supposed to medKotbari, 2007). He further says that its

determination is purely judgmental and can be dpnesing a panel of persons who judged
how well the instrument meets the standard. In shisly, validity was met through having

the instrument reviewed by the university supenvishose recommendations were used to
review the instrument. The study used content itglials a measure of the degree to which
data was obtained from the research instrumentshédlthree objectives were included in the
research instrument. Simple language was useceinettearch instrument in order to ensure
that the respondents fully understand the conteollow-ups were made on any unclear

responses through telephone calls as well as emails
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3.5.3 Reliability of the Instruments

Nachmias and Nachmias (2005) define reliability the extent to which a measuring
instrument contains errors that appear inconsigtémm observation to observation, during
any one measurement attempt or that vary eachdimi@en unit is measured by the same
instrument. A measuring instrument is reliable tifprovides consistent results (Kothari,
2007). The reliability estimate is then steppedahe full test length using the spearman-

Brown prediction formula.

.
Predicted reliability’zz’ , is estimated as:

*'\‘YPII'
1 + (‘\r - 1‘)/)1‘1'

* —
Pzzt =

WhereN is the number of "tests" combined afzz' is the bdltg of the current "test".
The formula predicts the reliability of a new tesimposed by replicating the current thist
times. A reliability of 1 will be deemed reliabla.pilot was carried out to test the reliability
of the instrument before the full study was conddciThe pilot depicted spearman’s brown

prediction of 0.99 and split-half (odd-even) coat&in of 0.99.

3.6 Data Collection Procedure

The researcher sought permission from the Direofofmmigration Services through a
written correspondence. This was then followed byisit to the immigrations office in
Nairobi for familiarisation as well as setting theterview schedule with the targeted
managers and staff. The researcher then admirdstieectool based on the agreed schedule.
The study used both open and close ended questiotie questionnaire to collect data,
which incorporated qualitative and quantitativead&uestionnaires were the main source of
primary data because they provided detailed feddiadich gave accurate picture for factors

influencing implementation of RRA.



3.7 Data Analysis Techniques

All questionnaires were checked for data qualitiobe data its analysis. It involved editing

of data which ensured that the collected raw dafeee from errors and omissions and where
detected, corrections were made. Data separativied arranging data in groups or classes
on the basis of similarities. Tabulation of theadatas made using the frequency distribution
tables and analysis done using epi info computegnam. Frequencies & percentages were

used to analyse data from the questionnaires.

3.8 Ethical Considerations

Mugenda (2003) suggests that protecting the rightswelfare of the participants should be
the major ethical obligation of all parties invalv a research study. The researcher ensured
non-disclosure of research data to parties that usaysuch data for their own purposes. All
possible measures were taken to ensure that thermgsnts’ names and particulars were not
disclosed. A system of coding the participants’poeses was established so that each
completed tool can be linked to the managers off stithout using actual names.
Participation in research was voluntary. This wasaunicated prior to the start of the
study. The researcher obtained an informed corisefore the study commenced. Research

findings will be shared out with the participaritsodugh meeting.
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3.9 Operationalization of

Variables

Table 3.2 Table of Operationalization of Variables

Objective

Variable:

Indicators

Measurements

Level of scale

Tool of Analysis

Independent variak

To determine how ICT infrastructu| ICT Type of ICT infrastructure available| Number of ICT based process| Nomina Descriptive statistic
influences implementation of rapid at the immigrations department Mean
results approach at the department| of Rate of service deliver Percentage
immigrations services in Kenya Level of ICT platforms Standard deviation
application at the immigrations
department

To investigate how transformativeTransformative Leadership | Frequency follow-up on mission &Evidence of transformative Nominal Descriptive statistics
leadership influences implementation |of vision leadership at the immigrationsOrdinal
rapid results approach at the department department Interval
of immigrations services in Kenya. Level of delegation

Frequency of departmental meetings

at various levels on RRIs
To establish how human resourcéluman Resource Level of investment on staff Level of staff competency at theNominal Descriptive statisticg
management influences implementatioManagement development /training immigrations department Ordinal Percentage
of rapid results approach at the Correlation
department of immigrations services |in Level Compensation Staff satisfaction Regression
Kenya Frequency and Performance

Appraisal process
To examine how organizational culturérganizational Culture Level of urgency to deliver Level of application and follow; Nominal Descriptive statistics
influences implementation of rapid ] up on organizational policies andOrdinal Percentage
results approach at the Department| of Desire for change on processystems Correlation
Immigration Services in Kenya. delivery among senior personnel Regression

Communication structure/channels

31



CHAPTER FOUR

DATA ANALYSIS, PRESENTATION AND INTERPRETATION

4.1 Introduction

This chapter presents data analysis on factorgenfling implementation of rapid results
approach at the department of immigrations servieesl office in Nairobi. Data collected
was analysed using frequencies and correlation.

4.2 Nature and Characteristics of Respondents

Table 4.1: Survey Response Rate

Source: Field data, 2014.

Number %
Top Manager: 5 20
Mid-Level 7 28
Managers
Operations 13 52
Total 25 100

The total population targeted by the study wasefpondents. Out of these respondents, 5
were top managers who responded by use of an iexerschedule while 20 mid-level and
operational managers working at the immigrationadheffice in Nairobi. However, the
overall responded were 25 representing (65 %) eftobal target population. The 15 (35%)
questionnaires that were not returned were duationale like; the respondents were not
accessible to fill them in time. This conformed NMugenda and Mugenda (2003) who
recommends that for simplification a response @t&0% is sufficient for scrutiny and

exposure, 60% is good and a response rate of 70%\aar is excellent.
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4.3 Demographic characteristic of Respondent
This section was interested in knowing the charestie of respondents in terms of age,

gender and academic qualifications

4.3.1 Respondents by Gender
The study sought to assess gender distributioelation to the Department of Immigration

Services population of this study. This was impartawards further examination of how
gender distribution affected performance as wepase of delivery of services. It was also
important to assess gender distribution in the mameent at the Department of Immigration

Services in Kenya.

Table 4.2: Respondents by gender

Top Manager Mid-Level Operations Total
Manager
Gender N % N % N % N %
Male 2 8 4 16 9 36 15 60
Female 3 12 3 12 4 16 10 40
Total 5 20 7 28 13 52 25 100

60% were male while their female counterparts wdde%. The findings suggest a near
gender balance between the two sexes which cattril®uited purely to the gender equality

policies for instance the 30% gender policy bemglemented by the government especially
at the management level jobs. The study therefa@ d near equal chance of gender
representation for purposes of interpreting gendierence towards service delivery.

4.3.2 Distribution of the Respondents by Age
The study sought to get data on the age distribumong the respondents towards

examining the influence of age towards pace ofiserdelivery, conformity to changes as

well as influence of age on the levels of expemeotthe respondents.

33



The managers were further asked to state their, agelsthis was categorized into five age

sets in the intervals between 18-35 years, 36-8fsy@nd 51-65 years.

Table 4.3: Respondents by age group

Top Managers Middle Level Operations Total
Age N % N % N % N %
18-35year: O 0 2 8 5 20 7 24
36 — 50 years 3 12 4 16 7 28 14 52
51 - 65 years 2 8 1 4 1 4 4 16
Total 5 20 7 28 13 52 25 100

76 % (21) respondents were below 50 years of algis. depicts middle age level preference
for the top, middle and operational levels stafftoé Department. This could further be
interpreted as a need to have certain minimum ya&faggperience to join this cadre staff.

4.3.3 Distribution of the Respondents by Highest heel of Academic Qualification
The study further sought to assess the respondbighest level of education to further

reflect its influence on adaptability to changeyels of understanding goals and

organizational vision as well as strategic managemoapacity.

The managers were further asked to state theirebighicademic qualification and this was
categorized in four classes; certificate, diploimachelor's degree, post graduate diploma or

degree.
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Table 4.4 Academic qualification for managers

Highest level of Top Managers Mid-Level Operations Total
Education N % N % N % N %
Certificate 0 0 0 0 2 8 2 8
Diploma 0 0 0 0 7 28 7 28
Degret 2 8 3 12 2 8 7 28
Pos-Graduat 3 12 4 16 2 8 9 36
Total 5 20 7 28 13 52 25 100

The academic qualification of the manager indicdteg the majority of them had post-
graduate qualification 9, (36 %); 7, (28%) had dipa qualification, while 7, (28 %) had
degree qualification and finally 8% had certificgtelification. This implies that most of the
staff in the top and middle tiers of managementehaest-graduate qualifications. It further
depicts a bias towards a certain minimum of edonatjualification for the two levels of
management. Most operational staff have diplomalifigations and this could be

interpreted same as above in relation to minimuocaton qualification.

4.4 ICT Infrastructure and Implementation of RRA

The study sought to determine how ICT infrastruetinfluences implementation of rapid
results approach at the Department of ImmigratierviSes in Kenya. This was a key aspect
of the study as it formed part of the objectivesh## study on the influence of ICT in the
delivery of services.

4.4.1 Distribution of Respondents by use of ICT ImBstructure
The managers were asked to state if they knewyf@f infrastructure used in service

delivery at the department.
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Table 4.5: Knowledge of ICT Infrastructure

Top Mid-Level Operations Total
Managers Managers
ICT Platforms N % N % N % N %
Yes 5 20 7 28 13 52 25 100
No 0 0 0 0 0 0 0 0
Total 5 20 7 28 13 52 25 100

100 % responds indicated knowing various ICT platf® used to deliver services at the
department. A list of the various platforms in th&inowledge was shared in the
guestionnaire. This implies that all the responslevere familiar with computer applications
towards service delivery at the department

4.4.2 Distribution of Respondent s by their Knowlede of Rapid Results Approach

The study had a focus on the rapid results appraa@hdependent variable and hence it

sought to know the levels of knowledge of the resiemts on the rapid results approach.

The study further sought to assess the levels aiviedge in relation to the concept of Rapid
Results Approach at the Department of Immigratierviges in Kenya. The managers were

further asked to state if they knew of rapid resajpiproach application in the department.
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Table 4.6: Knowledge of Rapid Results Approach

Top Middle-Level Operations Total
Managers Managers
RRA N % N % N % N %
Yes 5 20 7 28 9 36 21 84
No 0 0 0 0 4 16 4 16
Total 5 20 7 28 13 52 25 100

The managers indicated that they knew of RRA apptia within the department. In total
84% of the managers indicated having knowledge RARapplication in the department
where as 16 % in the operations department dithanahg knowledge rapid results approach.
This further implies that top and mid-level managare all aware of the concept of RRA
while a large percentage of the respondents aigheations level are aware of the concept of
RRA. This therefore could be interpreted as a sigdeliberate efforts by the department to
familiarise its staff on this concept.

4.5 Human Resources Management and Implementatiorf 8RA

The study sought to establish the influence of humesources management on the
implementation of rapid results approach at the ignations department head office in
Nairobi. Human resource management was seen ixegnal part of this studies hence the
need to have a deeper analysis on key aspects afiahagement. The analysis was done
based on number of personnel, appraisal proceasysaview, motivation, and individual
development plan and personnel involvement in geting.

4.5.1 Rapid Results Goal Setting
As earlier indicated in the literature review redjag rapid results approach, goal setting at

the departmental level is quite an important aspéche achievement of the departmental
goals. In the same light this study deemed it irtgydrto evaluate the levels of goal setting at

the immigrations department in Kenya and how tHfects the implementation of rapid
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results approach at the department. The survelyeiutargeted to know if the managers had

been involved in the different levels of rapid lés@goal settings within the Department of

Immigration Services.

Table 4.7: Rapid Results Goal Setting

Top Mid-Level Operations Total
Managers Managers Manager
Rapid Results Goal N % N % N % N %
Setting
Yes 5 20 4 16 9 36 18 72
No 0 0 2 8 2 8 4 16
Not Sure 0 0 1 4 2 8 3 12
Total 5 20 7 28 13 52 25 100

A majority of the respondents 18, (72%) are invdlwe goal setting, while 4, (16%) have

never been involved in this process. 3, (12%) weesure where they have taken part in

such a process. This implies that the high pergentapresented by the staff involved in goal

setting could be an indication of deliberate efford involve staff in rapid results goal

settings which is in line with the basis of sucfasenplementation of rra according to the

literature reviewed in this study.

4.5.2 Appraisal Process

As indicated in the literature review on human tgee management, appraisal process is a

key element towards staff capacity building as waslistaff motivation. This study therefore

sought to know whether appraisals are conductéigeaDepartment of Immigration Services

and the duration taken between appraisals
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Table 4.8 Appraisal Process Duration

The managers were further asked to state whetlegr iad been appraised in the last 12

months

Top Mid-Level Operations Total

Managers Managers Level

Managers

Salary Reviews N % N % N % N %
Yes 4 16 5 20 8 32 17 68
No 1 4 2 8 2 8 5 20
No Response - - - - 3 12 3 12
Total 5 20 7 28 13 52 25 100

A majority 68%, (17), of the respondents had undeegthe appraisal process while 20 %.
Had not undergone this process. Further 12% didanstver this particular question. This
implies that the department is not fully complisminnual appraisal processes as a minimum
and that the process is not fully clear to allfstaémbers who were part of the respondents of
this study. A further 3 (12%) who did not respoodhis question could be an indication of
not being sure with the process or fear of reapplai

4.5.3 Salary Review
In further assessment of the human resources mamgageat the department, the study

sought to understand the process of salary revieiwhavas further seen as a key component

towards motivation at workplace in the literatuegiew related to this theme.
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Table 4.9: Salary Review

The respondents were further asked to state if Hadaries had been reviewed in the last 12

months

Top Mid-Level Operations Total

Managers Managers Level

Managers

Salary Reviews N % N % N % N %
Yes 5 20 7 28 13 52 25 100
No 0 0 0 0 0 0 0 0
Total 5 20 7 28 13 52 25 100

100% of the respondents had received a salarywenmig¢he last 12 % months. This implies
that the staff salary appraisal is a very regutac@ss across the board within the respondents
who formed part of this study. This could be inflaed by the government policies in place
across all government departments.

4.5.4 Salary Satisfaction
In view of the extent to which the staff were datid with their reviewed salaries the study

further interrogated this component.

40



The managers were further asked to if they wetisfiat with the current salary levels.

Table 4.10: Satisfaction with the Salary

Top Mid-Level Operations Total
Managers Managers Level
Managers

Salary Satisfaction N % N % N % N %
Yes 4 16 4 16 5 20 13 52
No 0 0 2 8 4 16 6 24
Indifferent 1 4 1 4 4 16 6 24
Total 5 20 7 28 13 52 25 100

Slightly more than half of the total respondents?%Zn=13) are satisfied with their current
salary level. 24 %, (n=6) are dissatisfied wher@4$6, (n=6) are indifferent regarding their

salaries. The study shows a high prevalence oatis$action with the current salaries among

staff. This could have an implication on the pawe quality of service delivery.

4.5.5 Individual Development Goals and Plans

Beyond the rapid results goals, human resourcestifiwaers have identified individual
development as a key aspect of workplace satisfaar dissatisfaction as well as results

achievements. On this account the study therefooglg to know if the respondents had

individual development goals and plans.
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The managers were asked if they had individual ldgweent goals which are agreed
between them and their supervisors. Their respisnfiastrated in the table below.

Table 4.11: Individual Development Goals and Plan

Top Mid-Level Operations Total
Managers Managers Level
Managers

Individual Goal Plan N % N % N % N %
Yes 1 4 2 8 0 0 3 12
No 2 8 3 12 8 32 13 52
No Answer 2 8 2 8 5 20 9 36
Total 5 20 7 28 13 52 25 100

While Table 4.12 shows that 12%, (3) of the reseotsl reported they had an agreed
individual development goal plan with their supsors, whilst 52%, (13) indicated not
having individual development goal plan and 36%,di@ not respond to that question. This
implies that most staff could be concentrating be tapid results goals achievement only
with no concrete individual development goals whimuld further impact on their job

satisfaction.

4.5.6 Motivation and Service Delivery
The study was further interested to know the gérlexeels of motivation for the staff in

relation to their workplace as well as servicewdsly. This was deemed necessary in relation

to how this affects the pace of service delivery.
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The managers were asked whether they feel motitatedrry out their work. Their response
is indicates in the table below.

Table 4.12: Motivation and how it affects serviediery

Top Mid-Level Operations Level Total

Management Management Management

Response N % N % N % n %
Yes 4 16 5 20 7 28 17 64

No 1 4 2 8 6 24 8 36
Total 5 20 7 28 13 52 25 100

64 % (17) indicated that the respondent felt magislavhile and 36% (8) indicated that the
responded did not feel motivated to carry theirkvdris implies there exists a gap in staff
motivation as indicated by 36 % of the staff in kmgnagement position to improve their
levels of motivation in relation to their work.

4.6 Transformative Leadership and Implementation ofRapid Results Approach
The study had sought to assess the influence ofsfvemative leadership on the

implementation of rapid results approach as parthef objective. Various literature was
reviewed and linked key aspects of transformatesdérship to rapid results approach and

related service delivery.

4.6.1 Department Staff Meetings
Part of transformative leadership skills within gpoand team management is the ability to

conduct effective team sharing and communicati@atfg@ms including staff meetings. This
theme therefore sought to understand the frequaricyneetings at the Department of

Immigration Services.
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The managers were asked the frequency of meetiitgsnwhe category of daily, weekly,

monthly or others within their departmental cluster

Table 4.13 Influence of staff departmental meetings

Top Mid-Level Operations Level Total

Managers Managers

Frequency of N % N % N % N %
Meetings

Daily 0 0 2 8 4 16 6 24
Weekly 2 8 3 12 8 32 13 52
Monthly 2 8 1 4 1 4 4 16
Others 1 4 1 4 0 0 2 8
None - - - - - - - -

Total 5 20 7 28 13 52 25 100

Weekly meetings dominate the frequency of departateneeting 52% % of the respondent

indicated to that effect, Daily meeting are frequemong the operations staff who were part
of the respondents for this research. In overalstalff seem to have strategic departmental
meetings. This implies that there is a platform faff sharing of ideas as well as

communication top-down bottom up in relation to keeglated issues.

4.6.2 Work Tasks versus RRA Assignment
RRA is a new concept within the Department of Immign Services and hence the study

sought to know how closely related are day to daykwasks and the rapid results approach.
This was important in the understanding of timetritigtion between work tasks and rra

tasks.
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The managers were asked to state if they havefgpeork tasks in relation to RRA

Table 4.14: Work Tasks In Relation to RRA

Top Mid-Level Operations Total

Managers Managers

work Tasks N % N % N % N %
Goal Settin 4 16 3 12 2 8 9 36
Supervisor 1 4 3 12 2 8 6 24
Operationalization - - 1 4 9 36 10 40
Total 5 20 7 28 13 52 25 100

36 % of the respondents are involved in rapid tesgbal setting, 24% are involved in
supervisory roles on rapid results work, and 40récilavolved in operationalization of rapid
results approach projects. All staff tasks weratesl to their work hence this implies a direct
relationship between work tasks and RRA relatedsgoa

4.6.3 Workplace Environment versus Implementation bRRA
The study further sought to know whether the waakpl environment had any implications

on the implementation of RRA. Appreciation at wddqe was seen as a driver towards a

motivated staff which in turn would increase thmacce of output.
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The respondents were asked to state if their sigoesvappreciated their work

Table 4.15: Appreciation at work place and itsuefice on Rapid Results Approach

Top Mid-Level Operational Level Total
Managers Managers Managers
Workplace N % N % N % N %
Appreciation
Highly 0 O 1 4 2 8 3 12
Appreciated
Appreciated 2 8 2 8 3 12 7 28
No Appreciation 3 12 4 16 8 32 15 60
Total 5 20 7 28 13 52 25 100

A majority of respondents 60 % felt unappreciatdtheir work while 28% felt appreciated.
12 % felt highly appreciated. This further impliést lack of appreciation at workplace could
be an ingredient towards low levels of motivatiamd aultimate low output on key work

related components.

4.6.4 Feedback Process and Implementation of RRA

A key aspect of RRA is the management of its cyolensure full implementation of the
gals. This RRA cycle therefore implies clear untlrding the required information and
sharing of goals set as well as creating a feedbaeghanism for relying results and for
continuous improvement. This study therefore sotminderstand the feedback processes at
the immigrations department to further assess lthwe of information to facilitate the RRA

process.
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The managers were asked to state the frequenegdbéck sharing.

Table 4.16: Feedback Processes

Top Mid-Level Operations Level  Total
Managers Managers
Feedback N % N % N % N %
Daily 0 0 1 4 4 16 5 20
Weekly 1 4 3 12 7 28 11 44
Monthly 3 12 3 12 1 4 7 28
Others 1 4 0 0 1 4 2 8
None
Total 5 20 7 28 13 52 25 100

All respondents 100% of the total respondents weckifeedback on their work but at
different frequencies. Feedback processes aretsele® well considered by the department
and this could also be related to the highly linketure of RRA and day to day duties of the
respondents.

4.7 Organizational Culture on RRA implementation

The study sought to assess how organizationalreuitdluences the implementation of rapid
results approach at the immigrations departmerit Whas a key objective of the study based
on the literature reviewed and key themes idewtifimder the influence of organizational

culture

4.7.1 Knowledge Management and Rapid Results Appraa
The study further focused on aspects of anchoragew knowledge and management of

information and new ideas in the department foppses of implementation of rapid results

approach. This was deemed necessary based otetiatulie reviewed as well as further need
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to understand how new knowledge was handled atlepartment from staff to management

and vice-versa.

The managers were asked on the frequency of shaewgnvork related ideas on rapid results

approach or related service delivery mechanisms

Table 4.17 Knowledge Sharing

Top Mid-Level Operations Total

Managers Managers Manager

N % N % N % %
Often 5 20 4 16 3 12 12 48
Rarely 0 0 2 8 4 16 6 24
Nevel 0 0 1 4 4 16 20
No Answer - - 2 8 8
Total 5 20 7 28 13 52 25 100

48% of the respondents frequently shared new weldtad ideas within their departments,

while 24% of the respondents rarely shared newsidedh colleagues. 20 %

of the

respondent indicated that they never shared neasiddile 8% never gave any response to

this quest. This shows that all the top level mana@gnd most of mid- level managers are

involved in sharing of new information often. THigther shows that there is generally an

opportunity to share new ideas in the various depamtal meetings as well as day to day

work related engagements.
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CHAPTER FIVE

SUMMARY OF FINDINGS, DISCUSSIONS, CONCLUSIONS AND
RECOMMENDATIONS

51 Introduction
This study was conducted to establish the factdtsencing implementation of rapid results

approach at the department of immigrations servieesd office in Nairobi. This chapter
provides information on summary of findings, dissios, conclusions, suggestions for
further research and the recommendations of thdy stu

5.2 Summary of Findings
The findings on factors influencing implementatiaf rapid results approach at the

Department of Immigration Services in Nairobi.

5.2.1 ICT Infrastructure on Implementation of RRA
The study noted that 100 % responds indicated kmgpwiarious ICT platforms used to

deliver services at the department. A list of theaus platforms ICT in their knowledge was
included MS-Office, as well as an intranet managgmerogramme for internal
communication. External communication and deliverservices has been reached through
an online platform where citizens can track thecpss of passport application. In regards to
knowledge of various rapid result projects in tlepartment, respondents indicated that they
knew of RRA application within the department. btal 84% of the managers indicated
having knowledge of RRA application in the deparmin@here as 16 % in the operations

department did not having knowledge rapid resydfg@ach.

5.2.2 Human Resources Management on Implementatia@i RRA
The study found that 72 % of the responds wereluaeh on the other hand, 16 % indicated

that they were not involved where as 12 % weresnat if they have been involved or not. In
regards to appraisal processes the number of twbsehad been apprised in the last 12
months was much higher at 68% than those who hadnuergone the appraisal process 20

%. Further 12% did not answer this particular goestin regards to salary reviews 100% of
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the respondents had received a salary review itatel2 %, months. Further, in regards to
salary satisfaction slightly more than half of tie¢al respondents 52 %, (13) are satisfied
with their current salary level. 24 %, (6) are dissfied where as 24%, (6) are indifferent
regarding their salaries. On personal goal devetopmi2%, (3) of the respondents reported
they had an agreed individual development goal pliéim their supervisors, whilst 52%, (13)
indicated not having individual development goamblnd 36%, (9) did not respond to that
guestion. Finally on job motivation 64 %, (17) icdied that the respondent felt motivated
while and 36% (8) indicated that the respondedhdidfeel motivated to carry their work.

5.2.3 Transformative Leadership on Implementation bBRRA
The study noted that weekly meetings dominate tbguiency of departmental meeting 52%

% of the respondent indicated to that effect, Daigeting are frequent among the operations
staff who were part of the respondents for thisaesh. In overall all staff seems to have
some form of departmental meeting. Only 36% of tbgpondents are involved in rapid
results goal setting, 24% are involved in superyigoles on rapid results work, and 40 %
are involved in operationalization of rapid res@fgproach projects. The study indicates that
a majority of respondents 60 % felt unappreciatedteir work while 28% felt appreciated.
12 % felt highly appreciated. It further indicatbst 100% of the total respondents received

feedback on their work but at different frequencies

5.2.4 Organizational Culture on Implementation of RRA

Further the study revealed 48% of the respondeetgiéntly shared new work related ideas
within their departments, while 24% of the resporiderarely shared new ideas with
colleagues. 20 % of the respondent indicated ttieyt never shared new ideas while 8%

never gave any response to this question.
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5.3 Discussion of Findings
This section discussed the finding of the resegmaject and further related the study

findings with the literature review.

5.3.1 ICT and Implementation of RRA
The study noted a high influence of ICT infrastueton the implementation of RRA with

100% respondents indicating existence of various patforms in the Department towards
service delivery. Further in line with Wangari, {2Q who noted that Kenya’s e-government
was launched to enhance the delivery of publicrinBtion and services to the citizens,
improve citizens’ participation in the public poliprocesses, and enhance the morale of
government employees. The study reveals that tlee aisICT platforms for internal
communication as well as reaching out to the aitigdooking for services at the department
of immigration serves has helped boost rapid delivi services at the department. The
study further concurs with UNESCO (2004) researdtictv showed that ICTs can help
reinvent government by injecting innovative ideas the government institutions and
structures to enhance provision of goods and ssswath greater efficiency, effectiveness,
and lower costs. The efficiency in this case casd®En with the tracking system on passport
application, rapid application and delivery of pamss at the department in Nairobi.

5.3.2 Transformative Leadership and Implementatiorof RRA

As found out in the study, a majority of the respems were involved in strategic staff
meetings as well as rapid results goal settings Tunther affirms the work of Denhardt et al.
(2002) who described leadership as a processedtdig behaviour, thoughts and attitudes of
others towards the accomplishment of a common tbgcThis can be seen with the high
levels of involvement of top managers in goal sgttat the department which is indeed
expected of top managers as well as part of thellmigvel managers. The study however
notes the low levels of involvement of operatiostalff in goal setting as well as low levels of

influence from the top leadership towards implermana common plan in contrast Clawson
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(2006) who argued that an effective leader shoatcdonly focus on the behaviour but should
also value the opportunities to influence peoptleisking, their values and their world view.

5.3.3 Human Resource Management Policies and Implemtation of RRA

The study noted that whereas the personnel 100% Ie@en awarded an increment in the last
twelve months, they exhibited low levels of motieatwhich is an issue of great concern and
one that needs to be further interrogated. As nbtedKaren Legge (2005) observes that
human resources management introduces innovatioh as strategic management and
planning of human resources utilization and nevergdtion such as individualization of
employee rewards. These other rewards could bessingi aspect in the case of personnel
management at the Department of Immigration Sesvitais observation s further noted in
the low levels of sharing new ideas between thartapagement and operations level officers
and within the operation level officers. This isdantradiction of (Keen, 1994) who noted
that individual and team effort can be devoteddmoanplishing the organization's goals.

5.3.4 Organizational Culture and Implementation ofRRA

In relation to organizational culture the study ewbtthat all staff had feedback sessions
relating to rapid results delivery as well regllapbwledge sharing opportunities represented
by 78% of the respondents. This is also the cagselation to Goal orientation as well as
setting with 72% of the respondents having ackndgdel being involved in these critical
processes related to organizational culture. Thiseen to be a prime aspect of achieving a
common plan. As noted by Schaffer and Ashkenaf)5R€he key to creating widespread,
lasting progress begins with achieving rapid resattthe micro-level as you engineer small
victories, your company will build a solid foundati for future, more global success. The
study however noted a high prevalence of resposdehb felt unappreciated at work place
which could be further invested. This further applfor the low levels for the low prevalence

of respondents who shared their individual goaktlgyment plan with their supervisors.

52



54 Conclusions
The research study found that ICT infrastructuemgformative leadership, human resources

management policies as well as organizational militnfluence the implementation of rapid
results approach. Transformative leadership as ag&lhuman resource management have
higher percentages of negative influence towargddamentation of rapid results approach in
this study. The four independent variables reveaba influence on the dependent variable
as well as exhibiting a relationship between th&wme of these aspects related to human
resource management include individual goal devety where 12% (3) of the respondents
reported they had an agreed individual developrgeat plan with their supervisors, whilst
52%, (13) indicated not having individual developmgoal plan and 36% , (9) did not
respond to that question. A further 64 %, (17) ¢atitd that the respondent felt motivated
while and 36%, (8) indicated that the respondedhdidfeel motivated to carry their work. In
relation to, a key leadership aspect, indicate thamnajority of respondents 60 % felt
unappreciated for their work while 28% felt appated. 12% felt highly appreciated. Finally
in relation to ideas sharing, 48% of the resporsl&eguently shared new work related ideas
within their departments, while 24% of the resporiderarely shared new ideas with
colleagues. 20 % of the respondent indicated they nhever shared new ideas while 8%
never gave any response to this question. Thisas $0 hinder creativity and innovation in
the department.

5.5 Recommendations of the Study

The following are recommendations made by thisaeteproject;

1. There needs to have a clear process of rapid sagodil orientation at all levels within the
department of immigrations and within the differehtsters of managers operationalizing

these goals.
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2.

5.6

Improvement on the rewards for achievements madadiyidual managers or cluster of
managers is a prerequisite to promote motivatione Ftudy recommends a further
assessment of areas that would promote motivatiang managers at the Department of
Immigration Services. This applies for appreciatidor meeting goals. This
recommendation is to the top management of the iDapat.

There is thorough need to look at the human resoaranagement policy within the
Department and government to create room for annwevefor individual goal
development which is shared between the staff lagid $upervisors. This will ensure that
staff has a balance between their personal developpian example undertaking further
studies and work deliverables.

Suggestions for Further Research

The following were suggested for further study.

1. Influence of gender on rapid results approach

2. Influence of creativity and innovation on rapiduks approach.
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APPENDICES
Appendix i
Transmittal Letter
Stephen Gichohi

P.O Box 214 -00618
Nairobi
1% June 2014
DIRECTOR
DEPARTMENT OF IMMIGRATION SERVICES IN KENYA
DEAR MADAM

RE: REQUEST TO CARRY-OUT ACADEMIC REASEARCH IN YOUREPARTMENT

| am a student at the University of Nairobi purguia Master of Arts degree in Project
Planning and Management. As a requirement to tifénfant of the programme, | am

carrying-out the research on factors influencinglementation of rapid results approach
with your department as my choice for this studlge Ppurpose of this letter is to seek your
permission to collect relevant data at your hedited here in Nairobi as stipulated in my

guestionnaire which | attach as part of this retjues

It is my greatest hope that you will accord me tlezessary support as | carry-out this
research.

Yours Sincerely

Stephen Gichohi
Mobile +254725401366

Email: smgichohi@gmail.com

Registration Number: 150/71290/2011
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Appendix ii —
Research Questionnaire
To be filled by selected respondents within the Igrations department in Kenya including
1 director, 2 deputy directors, eight senior aasistlirectors assistant 12, Senior Officers and

18 operations officers

Questionnaire Code Date

Guideline

Please answer all the questions. You are kindfjuested to take time to provide the
information asked for as accurately as possibleirYmnesty will be highly appreciated. The
information is purely educational purpose and Wwél treated with utmost confidence. You
can choose to put your name or leave the quesiienaaonymous

SECTION A

Personal Information

1. What is your gender?

Male {} Female {}

2. What is your age in years?

18-35 {} 36-50 {} 51-65{ }

3. What is your highest level of education?

Certificate { } Diploma{ } Degree { } Post @duate { }

4. What is your level in the management scale of #ymadment?

i.  Director {}
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ii.  Senior Manager {}

iii.  Operations / Junior Manager {}

SECTION B Influence of ICT infrastructure

5. Are you aware about Rapid Results Initiatives anadiqularly at the Immigrations

department?

i.  YES {}

i. NO {}

6. a) Are you familiar with use of ICT for delivery cfervices at the immigrations

department?

.  Yes {}

i. No {}

b) If yes list ICT platforms are in use for servibeivery in this department

7. In your opinion how has ICT increased the pacesefvice delivery in this

department?

8. Briefly give an example of increased pace of serdelivery due to use of ICT.
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SECTION C Influence of Humana Resource Management

9. How many are you in your section?

i. 120 {}

i.  21-50 { }

ii.  Above 50 { }

10.a.) In your opinion how has staffing affected yaiiforts to meet the rapid results

goals for your sections and timelines?

11.Briefly describe your understanding of rapid resgproach modelling.

12.a.) Have you been involved in rapid results gotirggfor your section?

i. Yes{}

i. No{)}

b). If yes state when and who was involved in tbal gettings?

12. Have you been appraised in the last 12 months?

i. Yes{}

i. No{}

b.) If yes kindly describe in a few lines our apgahprocess
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13.Has your salary been reviewed in the last 12 mé@nths

i. Yes{}

i. No{}

14. Are you satisfied with your current salary based/our roles at this department?

. Yes{}

i. No{}

15.Do you have an individual goal development plan?

. Yes{}

i. No{)}

16. Briefly describe your understanding of your depanial values

17.1n your opinion how do you perform your dutiesiimel with your responsibilities?

18.a. Do you feel motivated in your work?

.  Yes{}

i. No{}

b. If no what can be done to motivate you to delixaur duties?
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SECTION D Transformative Leadership
19.a.) Does your department conduct regular meetings
i. Daily {}
ii. Weekly {}
ii.  Monthly { }
iv. Others{ }
v. None{}

b.) If yes how regular?

20.Briefly describe your departmental planning pro@ess

21.Describe the model of information sharing and comication within the different

ranks of your department

22.Do you have clear responsibilities for work relatedapid results initiatives in you

department/section
.  Yes {}
i. No {}

23.Briefly describe the level of teamwork in the deliy of work within your department
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24.Does your manager show appreciation for meetinglohess and work well done?

i. Yes {}

i. No {}

25.Briefly describe the relationship between you aodrymanager

26.How often do you have feedback from your manageryoar performance and

expected results?

i. Often{ }

ii. Rarely{ }

iii. Never{}

27.Briefly describe any existing avenues where you share new ideas to with your

departmental colleagues

28.1n your understanding describe the level of delegatf duties within this department
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Section E Organizational Culture

29.Describe the process of goal development and gettigour department.

30.Do you take responsibility in achieving a commoalgo

i. Yes {}

i. No {}

31.Do you have clear roles towards achieving thosés@oa

i. Yes {}

i. No {}

32.How often do you share new ideas with your collesgand vice versa on rapid

results approach or other work related matters? ?

i. Often{ }

i. Rarely {}

iii. Never {}

33.Briefly describe the level of collaboration withigour department and other

departments within the line ministry department

34.Describe the level of respect between colleaguggmiihe department
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35. Briefly describe your working environment in retatito your work performance

36.Describe the relationship between your customemnibers of the public seeking

your services) and your department

37.In your opinion what can be done better to impreeevice delivery as well as the

performance of your department?
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